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Comment [j1]: This discussion 
really is a little light. Are there any 
results from the case studies that are 
surprising? Are there any examples 
where the evidence disagreed with 
the theory. If the issue is one of 
emphasis, how does the emphasis 
vary between the two firms? 
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building market differentiation, 
customer intimacy & perceived value
influencing dependencies in the 
supply chain
integrating & 
mediating between 
professional 
domains
supporting & 
optimising primary 
and secondary 
value activities
shaping & 
communicating 
corporate culture
being a tacit 
knowledge 
resource
stimulating creativity & 
providing fresh 
perspectives
exploring uncertainty & 
assessing trade-off 
through prototyping 
and visualisation
achieving a holistic 
view of complex 
systems & shared 
strategic vision
competitive forces
strategic vision
resources & capabilities strategic fit & value creation
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Primary activities
Firm infrastructure
Human resources management
Technology development
Procurement
Organisation
BuyerSupplier
Employee
Shareholder
Consultant
i) ii)
iii) iv)
End user /
Customer
Design
Service 
requested
Remit extends 
and rises 
through the 
organisation
Strategic 
services are 
recognised
separately
Services are
commissioned 
separately and
directly
